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Dear Sir: 

Pursuant to 37 CFR 1.59(b), Applicants submit this petition to expunge information 
unintentionally submitted in the pending Application. In particular, Applicants respectfully 
request that the following document submitted in connection with Applicants' response to the 
Final Office Action dated November 13, 2007, be expimged in its entirety: 



Disclosure BOC8-2002-0105, consisting of 9 pages. 



In support of this petition, Applicants, through their imdersigned representatives, affirm 

that: 

1. The information was unintentionally submitted and that failure to obtain its retum 
would cause irreparable harm to the party in interest on whose behalf the 
information was submitted. 

2. The information has not otherwise been made public. 
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3 . Applicants are committed to retaining the information for the period of any patent 
with regard to which such information was submitted. 



A redacted version of Disclosure BOC8-2002-0105 is submitted herewith. The Office is 
expressly authorized to charge the petition fee set forth in 37 CFR 1 .17(h) to Deposit Account 
50-0951. 



Respectfully submitted. 



Date: January 15, 2008 /Richard A. Hinson/ 

Gregory A. Nelson, Registration No. 30,577 

Richard A. Hinson, Registration No. 47,652 
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1. pescribe your invention, stating the problem solved (if appropriate), and indicating the advantages of 

-Stty investing heavily on Customer Relationship Management (CRM) in order to recognize the 

vato S o^tomer's bring an5 ensure they are handled appropriately regardless of the .nteractron mecbamsm _ 
lhone3 interneVetSchosenbyacu^^^^^^ 

^S^Uaang factor and inerease customer loyalty and retention. Most corporations have implen^ented a traditional 

r en^roninent to enable a Customer Service Representative (CSR) to interact wxth customers to provide 
assistance and seryipesJ As technology has evolved, new collaboradon mechamsnis such as e-B)^^ 
over IP (VoIP) have extended the capability of a CSR to interact wth a customer via the Internet channel. A 
customer can request assistance, information, or services via the Internet and can typically specify whether they 
would like for a CSR to interact with them via one of the following interaction meohamsms: 

Requesting a phone conversaUon with a CSR or that a CSR conduct a return call at a particular Ume 
Requesting information be sent via e-mail " '' "'^ ""' 

Requesting an immediate chat sessioti with a CSR . - ct % 

Requesting assistance in filling out information on the web (known as co-browsing or joint fonn filing) 
RequesUng a VoIP interaction with a CSR via the onstoper's computer system (microphone and speakers) 

Many CRM Systems and Network Equipment Providers (NBPs) have evolved their products to integrate these 
muTtiblnteSSon mechanics. State of the art systems axe starting to enable lie ^^ent Routing" o^^^^^ 
reoiiKts to CSRs yia all of these interaction mechanisms, The typical approach for implementing this intelligent 
Stine is tocre^tis Routing Rules and CSR profiles. Routing Rules are simple logic that are used to rpute a request 
Sin iS^that a« defined in the system such as current availabili^ (whether a CSR i^s signc m to «he system) 
or the Physical location of a CSR. Routing Rules rely on data available within the NEP/CRM databases. CSR 
nrnfilP^ can fiifther identify when a CSR is available to interact with a customer via a particular mteraction 

rctanism.?Sffd^^^^^^^ 
interaction mechanism with a customer. 



CSR 


Availability 


Skills 


Interaction Mechanism 


CSR A 


9:00 am -11:30 a.m. 


Prod A 


Phone 


CSR A 


12:30 a.m/-- 4:30 p.m. 


Prod A 


Phone 


CSRB 


9:00 a.m. -11:30 a.m. 


ProdB 


Electrpnic (e-Mail, Chal) 


CSRB 


12:30 a.m.- 4:30 p.m. 


ProdB 


Electronic (e-Mai], Chat) 


CSRC 


9:00 a.m. -11:30 a.m. 


Prod A,B 


Phone, Electronic (e-Mail, Chat, Co-Browsmg, VoIP) 




1 2:30 a\m.- 4:30 pm 


Prod A B • 


Phone/Electromc {e-Mail, Chat» Co^Browsmg, VoIP) 



In this example CSR A has effective verbal skills, but is not an accurate typist, therefore this CSR s profile is setup 
5 en JuSZ customer requests for phone interactions be sent to this CSR. CSR B has fast typing skills and pr^ers 
I interact with customer. Via chat or e-mail, therefore this CSR's profile is set up to ensure that "^"^ ^^^^^^ 
for e-mail or chat interactions be sent to this CSR. CSR C has effective verbal and typing skills; therefore this CSR s 
profile is sehip to handle requests of any type. 

' 'The infonHBlion stored in the CSR profile is typically set up by determining a CSR's skills base and creating a CSR 
- profile. The determining of the CSR's skills base can be subjective or can have a test assoc.aled w,tli it to 
detem ne a particular skill (typing exam determining words per minute. Internet exam de^rm.ning skills with chm^ 
e Co-Browsing orVoIP capabilities, exams regarding specific products). The profile mforroalion along with 
Roui Rule such ^s CSR availability infonnation or physical location determine the "Intelligent Routing" that 
S be performed to ensure that the appropriate CSR receives a work item to handle a-particular customer 
STnteraciL, Most CSR profiles are typically set up when a new CSR joins the call center ami are typically 

'"^^l^^^— ■' IBM Confidential Printed 1 0/08/2002 at 1 1 :5D:38 AM 
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updated by tbe CSR (or CSR Manager) once a year. The update and maintenance of this infonmtion becomes 
. critical for the appropriate "Intelligent Routing" of requests through.the system. 
The invention proposed by our team createsasystem that enhances existingNEP and CRM 
SS3yl:s techLogy on a data warehouse. The data warehouse contatas ^f"""-''™ P^^'^^^^^ 
mSMall) mLhanisn,s that are available for a customer to interact v«th. The mvenUon P^^^es a ^^'n ^ 
SSe the success that a CSR has with customers utilizing any/all interacUon mechanism. F™?!^ 
mScan recognize if a customer purchases a produat or is satisfied with services provided by the CSR^h^^ing_... _ 
fte mtem r3^e and correlate a customer's purchase or satisfaction with phone calls, ^-^^^^'^^^l^'y^f^^ 
bteSs A direct user feedback mechanism can also be created to have the customer provide mfonnation on 
SlTSctifntTeHencewitha^^ 

interaction mechanisms (mail or fax) to also be taken into account when exanumng CSR ^^'^^"'^f'?^' ,^°f^^ 

vendors provide the ability to have the system recognize if a phbnS^onversation is not ^^j^^^f 
»m^mLS Sa CSR and to enable a manager to become aware of the situation: Our system pro..des the ability to 
SC^Wiira^'^f mechanisms with the appropnatem^n|g^nt no ification along 

Sft SmtSuSting of proSe information to intelligently maintain the system The advantages of 
roSeSr^« interactions (purchases/satisfaction) andCSR interacUon mechanisms in an automated fashion 



are: 



•Providing the best possible experience to customers. By having up;o date information for Intelligent Routing a 
customer can be routed to a CSR that has the apFopriate skills to handle a particular interaction mechanism. The 
Astern raSes th""^^^^^^^ to utilhe non-subjective, histodcal data during the processmg of Routing 

"^Verification of profile information so that "Intelligent Routing" is based on a CSR's success history witt, a 
Darticular interaction mechanism. The system can be set up to verify wMch CSR can handle customers via a 
i SeSon mechanism and modiiy profile information based on direct customer feedback or ^stem 

Slon of customer purchases/satisfaction. The system can be flexible enough to automatical y Provide input to 
SnSLentRoudng'' provided by NBPs or CRM vendors or can hav^ 
this information to update a CSR profile in the ^TOP or CRM vendor products. 

• .r. ^p,oSgTCigh'^ 

■ .■ customer interactions to CSRs. The "weight scheme" can be used to ensure that an interacUon delivered » a CSR 

-n r>">-' wMch has the best Mstoi7Dfdealing with a customer via a particular interaction mechanism as welU 

■ U ShSSoS^wlthaparUcularcustomer. This information can be coupled with typical' ntelligent 

S ^ 'l^ ^Ig^criS" CSR availability, skills, preferred customer channel and location that ,s typicaUy provided 

'bi ■ bv NEPs or CRM vendortechnology. . 

• , . .. -Biibracing all interaction mechanisms (mail. fax. e-mail, internet, etc.) to collect as much informauon and 

■ ., customer satisfaction detail as possible. By taking into account all forms of interaction mechanisms, the most 

; accurate understanding of customer interacUons are enabled by the system. 

2 Hov. does the invsntion solve the problem or achieve an advBntage.(a description of "the invention". 

StSSSs^^^^^^^ 

CSRs which support a variety of interaction mechanisms. The following diagram depicts such systems. 
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State of fee Art NEP & CRM Veador System 




Thediagran, Shows howacus« can u.mzeseve^^^^^^ 

rece ved by a CSR. The CbK can assist d uubiuujci u* cjvsteni the CBM system wui 

c«r. Typically if a customer is making a request v,a ^ Pf "^^^^-^^^^ mieil into the 

generate a phone inter^cUon wUh the custon,en ^^^^^^^^ 

Thetyp.a,approachrori.p,— .th..^^^^^^^^^^^^ 

Rules are simple logic that is used to route a request ""J.™ cSR. CSR profiles can further 

availability (v^hether a CSR is signed in to l^"") P^^^^^^ As shown in the 

identify when a CSR is ^''^''^^^r^^^^^^^^^ Also shown in the 

diagram, these Routing Rules and CSR .^^^^^^^ their pertinent information in their own separate 

diagram is the factlhat each Interaction Mechan sm 'yP''f "y ^^^^ different vendors. For example. 

datLses (silos) since these Interaction Mechanisms a« W^'^J '^^^^ Vendors for 

Lotus Servers or Microsoft Exchange Servers for e-mail and chat systems, or r^m-s or u 
co-browsing or VoIP systems. 

,„ ,0.,= c..», ^ of .H. v.* >o,P»« -p'nitTSSCS'"^^^^^^^^^^^^ 
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customer trends or CSR effecUveness. but typically the business intelligence is not applied to CRM Effectiveness 
across multiple interaction mechanisms nor does this business intelligence apply lo data froin multipJe systems 
■ (d"SaS Fulrinore the business intelligence information is not shared with the "Intelligent Rouung" typ.cally 
implemented by a NEP. 

nie following diagram depicts the System for Recognition of CSR Interaction Effectiveness. 



System for RecognitioB of CSR Interaction Effectiv< 




The system supports the same level of technology that existed before in terms of how a customer can ut.hze several 
interaction mechanisms (phone, Iniemel. e-mail) lo request assistance and how a CSR can provide assistance to a 
customervia multiple interaction mechanisms. Additional components of the CSR Interaction Effectiveness System 

•Assisted and Self-Service Systems that enable electronic and voice forms (phone, internet, etc.) of interaction 
mechanisms with a customer and send infomiation to the Business Intelligence Systems. The separate databases 
utilized by each interfction mechanism remain, as they existed in the original system. The data flow from the 
Assisted and Self-Service Systems to the Business Intelligence Systems is depicted in the diagram as A. 
• A Dioital Scanning System that is utilized by interaction mechanisms that require scanning of information in order 
to provide this data to the Business Intelligence Systems. The data flow from the appropriate Assisted and 
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Self-service SysteHu; (fex, mail) that utilize digital scanning to the Business Intelligenca Systems is depicted in the 

bSs^ Operations systen« that support business operations as well as sending infom,ation to the Business 
Inlu^enXexns. 1 data flow from the Business Operations Systems to the Business mtelhgence System. 
depicted in the diagram as C. 

• a BminessIntellifienceSystexns which consists of: „ . . 

a a Darwlhouse to store infonnationjej^ jr«n the n.ulUple interaction mechanisms as v«.ll as business 

" n Dat Rep'S^ng system wWch provide th7reporting. querying and scoring of information contained in the 
f\Tut"e^J Analytics system to analyze fte data and determine CSR Interaction Mec^^ 

rdittstmSss^^^^ 

•antSt HuTwSovid^a-s the middleware infras^cture utilized tpenable Je multiple interaction 
last item). 

Multiple Wnds of analysis can be performed to measure CSR Interaction Effectiveness such as: 

how many interactions a CSR perfonns utilizing a particular interaction mechanism 
which interaction mechanism enables a particular CSR to have higher productivity 
which interaction mechanism enables a CSR to have a higher success rate 

• how successful is a CSR interaction on a particular interaction mechanism ^ 
what the duration of CSR assistance on a particular interaction mechanism is 
what interaction roechamsms enable more frequent customer purchases 
what interaction mechanisms enable more expMisiye customer purchases 

• what interaction mechanisms provide positive customer experiences 

Q-nr. ,11 nf the Bvstems are flowing data into tfie data warehouse as interactions with customers are occuiring, the 

tern prSes^^^^ and update CSR profile information based on ™' — '"^^^ 

h eSSling the determination of a CSR's effectiveness with customers uul.zmg 

dalatoduced by the Business Intelligence System of CSR Interaction Effet^veness can tiien be ^«nt to the CRM 
ZlZfnr use in the Inlelli-enl Routing rules to enable effective routing of mleracnons to CSRs. The major 
advrmSa o^^^^^^^^^^ are' that the Routing Rules used to Intelligently ^!>-'l^'''"^^Xlc^^ 

Se dafa provided by the business intelligence system in determining CSR Interaction Mechanism EffecU~ 
?ince the sLiness Intelligence System receives data from the multiple interaction mechanisms, the NEP, CRM 
So TndZSi Operations systems. CSR effectiveness across the multitude of interaction mechanisms and 
Tusfness opfr" an be analyzed. The analysis can include written and verbal conunun.cation information 
obSed torn the multiple interaction mechanisms sent to ttie data warehouse. This analysis f " P^^^^e 
tafniationTe-arding the appropriateness of chat, e-mail, and/or voice communications. Analysis as to whetiier a 
J^rer sLilitii tiie'interaction being conducted by the CSR can also P^f^^^^is^^'^^^^^^^^^^ 
data along with customer survey input data can be used to measure CSR InieracUon Mechan«m EffecUveness. 

Overall tiie System for recognition of CSR Interaction Effectiveness can be utilized to enable the best possible 
smice to customers and improve customer satisfaction and loyally. 

3 If the same advantage or problem has been identified by others (inside/outside IBM), hov. have those 
others solved it and does your solution differ and why is it better? 
We are nol aware of another solution to die problem identified. 

4. If the invention is implemented in a product or prototype, include technical details, purpose, disclosure 
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details to others and the date of that implementation. 
This invention is not implemented in a product or prototype. 

♦Critical Questions (Questions 1-9 must be answered in English) 
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a good evaluatr6n"ofyoLjr invention: " 



Post Disclosure Text & Drawings 
(Form Revised 12/17/97) 
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